
User calls 
STR Hotline

Prefix: 

if you are reporting 
an issue at a specific 
short-term rental 
property, please 
press 1. If you are 
calling with a general 
question on 
short-term rentals, 
please press 2. 

Postfix

Caller 
presses 1

(STR Issue)

Caller 
presses 2

(General STR 
Inquiriy) 

To report an issue related to a 
specific property you will need to 
know its full address. If you do not 
know the address of the property 
you are calling about, please hang 
up now and call back when you 
have the address. After the call, 
we may want to follow up with you 
to ensure that the issue has been 
resolved. Please press 1 if you are 
O K with sharing your name and 
phone number. Your information 
will not be shared with your 
neighbors or anyone else. Press 2 
to remain anonymous so we can 
not follow up with you.

Great. If this question is not related 
to short-term rentals, please hang 
up and call the relevant 
department. In a moment I will 
transfer you to a live agent who 
can take your question and pass it 
on to our staff. In order for our staff 
to get back to you, I first need to 
get your number. Please enter 
your phone number including area 
code. You do NOT need to press 
pound.

Caller 
enters Phone 

Number

You entered 
{callback_phone}. If 
that's correct, press 
1. If you want to 
enter a new number, 
press 2.

Caller 
Presses 1

Thank you. I am going to 
transfer you now to an 
agent at our answering 
service who will pass your 
question on to our staff. 
This call may be recorded 
for quality assurance.

Caller is 
connected with Call 

Center

Caller 
presses 1 

(non-anymous)

Caller 
presses 2

 (anymous)

Great, thank you. 
Please enter your 
phone number 
including area 
code. You do NOT 
need to press 
pound.

OK, no problem. To 
report a nuisance such 
as a noise, parking, or 
trash issue, press 1. To 
report an unauthorized 
short-term rental, press 
2.

Caller 
enters Phone 

Number

You entered 
{callback_phone}. If 
that's correct, press 1. If 
you want to enter a new 
number, press 2.

Caller 
Presses 1

Thank you. Would you 
also be willing to share 
photo, video or audio 
recordings to support 
your report? Press 1 
for yes or 2 for no. 
{evidence_postfix}

Caller 
presses 1 

(agrees to provide 
evidencel)

Caller presses 
2 (will not provide 

evidence)

Great. We will 
send you a link 
to upload 
evidence after 
this call. Press 1 
to receive this 
link by text or 
two to receive 
this link by 
email.

Caller 
presses 1 (will be 

texted

Caller 
presses 2 (will be 

emailed)

OK, great. Our live agent 
will collect your email 
address at the end of 
this call. Now, to report a 
nuisance such as a 
noise, parking, or trash 
issue, press 1. To report 
an unauthorized 
short-term rental, press 
2.

Thank you. Now, to 
report a nuisance such 
as a noise, parking, or 
trash issue, press 1. To 
report an unauthorized 
short-term rental, press 
2.

Caller 
presses 1

(Noise, Parking, 
Trash)

Caller 
presses 2

(Unauthorized 
STR) 

Caller is 
connected with 

Call Center

Would you like us to 
give you a call back at 
{callback_phone} in 
{callback_delay_minutes} 
minutes to see if this 
issue has been 
resolved? Press 1 for 
yes and 2 for no.

Caller 
presses 1 (wants 

a callback)

Caller 
presses 2 

(does not want a 
callback)

What best describes the 
issue you are reporting? 
Press 1 to report a loud party. 
Press 2 to file a general noise 
complaint. Press 3 to report a 
disturbance or trespassing 
situation. Press 4 to report a 
parking related issue. Press 5 
to report a trash related 
issue. Press 6 to report any 
other type of nuisance. To 
hear this list again, press 9.

Caller 
presses an 
option 1-8

OK. 

{should_we_
contact_owner
_message}

OK, we will attempt to contact 
them as soon as we are done with 
this call. I'm going to transfer you 
now to an agent at our answering 
service for a few final questions. 
This call may be recorded for 
quality assurance.

OK, great. I'm going to transfer 
you to an agent at our answering 
service who will take it from here. 
This call may be recorded for 
quality assurance.

US Prod: 
8448236551

US Staging:
8662348762

Canada Prod:
5879078253

Call Center asks 
caller for City & 
State.
 
"Thank you. What 
is the comment or 
question that I 
should pass on?"

Anonymous

US Prod: 
8775619067

US Staging:
8192722144

Canada Prod:
6479525985

Need to Collect Email

Already Collected Phone. 
No email.  

US Prod:  
8772858302

US Staging:
8735055010

Canada Prod:
7052433948

US Prod: 
8775057904

US Staging:
7057100643

Canada Prod:
8192723286

Call Center collects contact 
information, if applicable. 

Takes down the message or 
complaint. 

And ends the call with `Okay, 
thats all we need then. I will pass 
this information on to your local 
jurisdiction. They may follow up 
with you if they have additional 
questions.`

Caller 
presses 1 

(wants HC to 
contact 24/7 

contact)

Caller 
presses 2 

(does not want us 
to ccontact 

24/7)
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